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Welcome to Central Bayside Community Health Services
Thank you for choosing to become a Central Bayside Community Health Services (CBCHS)
volunteer. We hope that your involvement as a CBCHS volunteer will be a rewarding and
fulfilling experience and that you enjoy contributing to the CBCHS vision for better health,
wellbeing and support for our community.
This handbook contains important information about the CBCHS Volunteer program and your
role as a CBCHS volunteer.
We kindly ask that you take the time to read and understand the information contained within
this handbook and speak with the Volunteer Office or a CBCHS Staff member if you require
any further information.
Your Program Supervisor or Volunteer Coordinator will provide you with ongoing support and
training to enhance your volunteering experience. In addition, you will receive a quarterly
volunteer and member’s newsletter, which will keep you informed about all aspects of
CBCHS.
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About Volunteering
Volunteers play an integral role in many CBCHS programs supporting staff to deliver services
to the community. Volunteering is a rewarding and satisfying experience and makes a big
difference in the lives of CBCHS clients.
Central Bayside has over 200 registered volunteers who contribute their time, skills and
energy.
There is much to be gained from volunteering, including the opportunity to:






gain valuable work experience
learn new skills
meet new people and gain new friendships
support others in your community
develop self-confidence

Volunteering is also proven to be good for your overall health and wellbeing.

CBCHS Philosophy of Volunteering
Central Bayside Community Health Services values its volunteers and we will endeavour to
provide you with:


a written Volunteer Role Statement so you understand your role and the tasks you are
authorised to perform



induction, orientation and any training necessary for the volunteer role



a safe environment in which to perform your role



respect for your privacy, including keeping your private information confidential



a supervisor, so that you have the opportunity to ask questions and get feedback



reimbursement for approved expenses so you are not out-of-pocket as a result of
volunteering for us



insurance to cover you for the volunteer duties you are authorised to perform

Furthermore Central Bayside Community Health Services acknowledges that volunteers
exercise free choice in volunteering at CBCHS, that volunteers do not replace paid staff
positions and that volunteers only carry out volunteering activities that they have agreed to
undertake.
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Code of Conduct
The Code of Conduct is based on CBCHS core values and sets out the standards of behaviour
which all employees and volunteers of CBCHS are required to observe. Please refer to your
copy of the Code of Conduct in the appendix of this Handbook. Below is a summary of the
CBCHS Code of Conduct.

Our Values:

Respect for each individual, families and the diverse cultures within our communities.
Collaboration with each other and with members of the community and colleagues from
other organisations. We recognise that together we can achieve better outcomes.
Transparency in how we operate, particularly in how we make decisions and communicate.
Empowerment as a cornerstone of how we work; we acknowledge the potential of each
person and promote client participation and contribution.
Quality in all aspects of our work. Our practice is evidence based and we continually strive
to achieve excellence in all of our programs and service

The role of the Program Supervisor
Your Program Supervisor or Volunteer Coordinator will provide you with ongoing support
during your volunteer engagement at CBCHS to enhance your volunteering experience.
Your Program Supervisor or Volunteer Coordinator will stay in touch via phone calls, text
messages or email. CBCHS volunteer events are also a good opportunity to catch up with your
CBCHS staff and other CBCHS volunteers. You can be assured that your Program Supervisor is
just a phone call away.
The role of the Program Supervisor is to:






Recruit, interview and induct new Volunteers
Conduct relevant checks and requirements including police checks and reference
checks
Renew volunteer police checks every 3 years
Organise meetings, training and recognition events for Volunteers
Stay in regular contact and provide ongoing support

5

Volunteer recruitment
Volunteer recruitment is guided by a Volunteer Recruitment Procedure which underpins all
recruitment and selection processes and practices at CBCHS. The procedure seeks to ensure
fairness, equal opportunity and transparency throughout all stages of recruitment and
selection. Volunteer recruitment is based on the principle of merit. If you would like a copy of
the Policy please speak with the Volunteer Office or your Program Supervisor.

Volunteer rights & responsibilities
Your rights
You have the right to:


A written Volunteer Role Statement so you understand your role and the tasks you
are authorised to perform



Say “no” to additional tasks or requests beyond the Role Statement



A supervisor, so that you have the opportunity to ask questions and get feedback



Reimbursement for approved expenses so you are not out-of-pocket as a result of
volunteering as per CBCHS Volunteer Reimbursement Policy



Induction, orientation and any training necessary for the volunteer role



A safe environment in which to perform your role



Respect for your privacy, including keeping your private information confidential



Receive recognition for years of voluntary service



Provide feedback, suggestions and recommendations regarding your role or the
wider program



Have access to dispute resolution procedures and to be supported through such a
process



Insurance to cover you for the volunteer duties you are authorised to perform.

Your responsibilities
You have a responsibility to:


Adhere to the Volunteer Role Statement
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Be reliable and committed



Strictly adhere to the confidential nature of information that may be acquired during
the course of your duties



Notify your Program Supervisor or Volunteer Coordinator of any medical condition
that would impact on your ability to undertake your role, of any absences from your
role or if you are no longer able to volunteer



Notify CBCHS if your contact details change



Ask for support when needed



Complete compulsory training and orientation prior to commencement in the role



Abide by policies and procedures relevant to your volunteer role



Discuss any grievances or problems with your Supervisor or Volunteer Coordinator



Seek prior approval for any reimbursement



Work in a safe and healthy manner and not jeopardise the health and safety of
others



Report any accident or injury immediately as per the procedure provided



Smoke only in approved smoking areas



Remain drug (non-prescribed) and alcohol free whilst undertaking your volunteer
role.

Health and safety
At Central Bayside Community Health Services volunteer safety, and the safety of everyone
who is involved in our organisation, is a priority.
Under the OHS Act and other laws, Central Bayside Community Health Services has a duty of
care to minimise risks to everyone affected by its conduct (including paid employees and
volunteers).
As a CBHCS volunteer, you may have OHS duties too. These include:


to take reasonable care for your own health and safety



to take reasonable care for the health and safety of others



to comply with any reasonable instruction by Central Bayside Community Health
Services
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to let Central Bayside Community Health Services know of any concerns you may have
about safety and/or fitness in undertaking our role, and



to cooperate with any reasonable policies and procedures of Central Bayside Community
Health Services.

We will provide you with orientation and role training when you commence as a volunteer
with our organisation. However, please do not hesitate to talk to your Supervisor at any time
if you have any health and safety concerns.

Induction and training
Central Bayside Community Health Services is committed to providing suitable orientation
training & ongoing support to all volunteers.
It is compulsory that you complete all relevant program training and orientation before
commencing in your role. Orientation training is delivered throughout the year and your
Program Supervisor will advise you of induction dates. We encourage you to indicate any
additional support needs where relevant.
Regular ongoing training may be offered at various times throughout the year.
Some Volunteer Programs may have a library of resources with printed publications and
electronic resources. Where relevant your Program Supervisor or Volunteer Coordinator will
discuss these resources with you.

Volunteer expenses and other benefits
Central Bayside Community Health Services may provide mileage reimbursement for
nominated programs.
Mileage claims are not remuneration or wages. All claims require prior approval and original
receipts should be provided. For further information regarding mileage reimbursement
please speak with your Program Supervisor or Volunteer Coordinator.
CBCHS do not reimburse for any other out of pocket expenses.
CBCHS may sometimes provide you with other benefits as part of your volunteering role
(examples include training, food, or equipment). Where this occurs, it is on a gratuitous basis
at the discretion of Central Bayside Community Health Services and is not payment in lieu of
salary.
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Insurance
Central Bayside Community Health Services are committed to providing adequate insurance
cover for all volunteers whilst carrying out volunteering roles that have been approved and
authorised by us.
CBCHS has the following insurances: Public & Products Liability & Group Personal Accident.
To ensure this insurance covers you for any incidents that occur while you are volunteering
with us, you need to: act within the boundaries of your volunteer role at all times, adhere to
all CBCHS policies & sign in each time you volunteer.
Please note the following events are unlikely to be covered by our insurance:


actions that are beyond the scope of your volunteer role, or that occur without
appropriate authority or permission from us



criminal activity (including criminal charges arising out of driving incidents)



dishonest or reckless activities

Background checks
There are a number of important checks required as part of the volunteer recruitment and
screening process. These are listed below.

Police checks
Police Checks are a legal requirement being mandatory for all new employees and volunteers
(including Board Members) of CBCHS. A contract of employment or volunteer arrangement
cannot be finalised until a police check has been assessed and given clearance.
Volunteers and staff are police checked in order to determine their suitability to engage with
potentially vulnerable recipients and clients. There are two types of Police Checks; National
Police Checks and International Police Checks.
Any applicant who has resided continuously in an overseas country for 12 months or more in
the last ten years requires an International Police Check (does not apply to Community
Visitors Scheme).
CBCHS cover the costs associated with police checking. Police checks must be renewed every
3 years and your Program Supervisor or Volunteer Coordinator will contact you in plenty of
time prior to your police check expiring.
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Reference checks
Central Bayside Community Health Services work with potentially vulnerable clients and
communities. All volunteers and staff are required to provide contact details for two referees.
At least one of the referees should be professional (employment, committee or other
volunteer work) where possible.

Disability Workers Exclusion Scheme (Adult Community Options
Volunteers only)
All employees and volunteers working within Disability Services require screening under the
DWES. The process requires any candidate to complete a DWES consent form. The DWES
consent form is part of the application process and will be provided to you by the Program
Supervisor or Volunteer Office.
No application for a position within Disability Services can be accepted without the DWES
consent form being completed and volunteering can only commence once results
are processed through DHHS.

Statutory Declaration (Community Visitors Scheme Volunteers only)
Community Visitor Scheme volunteers only are required to complete a Statutory Declaration
if since the age of 16 years of age, the person has lived as a citizen or permanent resident in
a country other than Australia. As outlined on the Statutory Declaration form provided by
CBCHS, the form must be witnessed by an authorised agent.
The Statutory Declaration is required in lieu of an International Police check for CVS
volunteers only.

Working with Children’s Checks (WWCC)
Having a WWCC is not a requirement for non-child related volunteer roles at CBCHS, however,
if your role involves volunteering with children, your Program Supervisor or the Volunteer
Office will advise you further regarding this requirement.
The Working with Children Act 2005 requires a person who works or volunteers in connection
with certain types of child-related work to pass a working with children check. The WWCC is
a mandatory minimum checking standard across Victoria and is valid for five years. Unlike the
police check, a WWCC is updated regularly and the status of a WWCC can be checked at any
time.
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Policies and procedures
There are a number of Organisational Policies and Procedures which guide and support you
in your role as a CBCHS volunteer. It is important that you read and understand these policies
and where you are unsure seek clarification from your Program Supervisor or the Volunteer
Office.
If you would like the full version of any policy or procedure, please do not hesitate to request
a copy from your Program Supervisor or the Volunteer Office.

Occupational Health and Safety Policy
All CBCHS volunteers have a duty of care to ensure that they work in a manner that is not
harmful to their own health and safety as well as the health and safety of others. All
volunteers must adhere to OH&S legislation, policy, procedures.
It is expected that as a volunteer you will not undertake any activities that may put yourself
or the client/ recipient in danger. Any unsafe conditions that you become aware of should be
reported immediately to your Program Supervisor or Volunteer Coordinator.
As a volunteers you should not undertake manual handling activities that you have not been
trained for such as lifting, holding, and carrying.
CVS Home visits
CBCHS and Home Care Package Providers conduct a risk assessment of the home prior to
placing a volunteer. If you are a CVS volunteer you must report any safety concerns you
become aware of to the Volunteer Coordinator.

Hazard Identification, Risk Assessment and Control
Procedure
What is a hazard? - A hazard is anything in the workplace that has the potential to harm
people. Hazards can include objects in the workplace, such as machinery or dangerous
chemicals.
What is a risk? - Risk is the probability that the hazard will actually result in injury or
disease. The difference between a hazard and a risk is that the hazard is the cause of injury
or damage, while the risk is the probability that the hazard will result in an accident.
What is an Incident? - An event or circumstance that could have, or did lead to unintended
and/or unnecessary harm to a person receiving health care.
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Clinical incidents include adverse events, near misses and hazards in the environment that
pose a clinical risk.
What is a near miss? - An incident that did not cause harm. A near miss is also an incident
that had the potential to cause harm but didn't, due to timely intervention and/or luck
and/or chance. These should be recorded as an incident.
This procedure is designed to ensure a consistent approach to the identification and
reporting of workplace hazards, and the assessment and control of OHS risks.

It is important that if you see anything that you consider to be a hazard, a
potential risk, incident or near miss during the course of your duties, that you
report it immediately to your Program Supervisor / Volunteer Coordinator.
If you are a CVS Volunteer visiting a resident in an Aged Care Facility you should
also report concerns to the Lifestyle Coordinator/Manager at the Aged Care
Facility

Workplace Drug and Alcohol Procedure
This procedure ensures that unauthorised or inappropriate use of alcohol or other drugs does
not occur in buildings or facilities owned or occupied by CBCHS or while CBCHS programs or
activities, such as volunteering, are being conducted.
As a volunteer you have a responsibility to ensure that you are not affected by alcohol or a
drug which may endanger your own safety or the safety of any other person.
Immediately advise your Program Supervisor or Volunteer Coordinator if you have been
prescribed medication that may increase risk to your own safety or to the health and safety
of others.

Prevention of Bullying, Harassment and Discrimination
Policy
This policy outlines the commitment of CBCHS to meeting its legal equal opportunity, antidiscrimination and health and safety obligations by ensuring recruitment, employment and
management practices are non-discriminatory.
All volunteers are responsible for managing their own conduct in line with legislation and this
policy.
Persons who experience or witness alleged bullying, harassment or discrimination in the
course of their volunteer duties are encourage to report it to the Volunteer Coordinator.
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Volunteers who have been affected by bullying, discrimination or harassment while
volunteering will be offered counselling and support consistent with the CBCHS Employee
Assistance Program (EAP).
Volunteers who engage in behaviour that constitutes bullying, harassment or discrimination
may be subject to disciplinary action.

Grievance Policy
This policy outlines the resolution procedure for complaints or grievances. A grievance is any
type of problem, concern or complaint related to volunteering or the volunteering
environment which causes distress and which is believed (by the person raising them) to
affect their volunteering or progress.
Each grievance will be considered on its merits and all reasonable efforts will be made to
ensure timely and efficient resolution of grievances to ensure it does not negatively impact
on volunteer performance and delivery.
All grievances will be treated confidentially.

Privacy Policy
This policy outlines CBCHS approach to adhering to the various legislative Acts, including but
not limited to the Privacy Act (1988), and the Australian Privacy Principles (2013.)
CBCHS has contractual and legislative obligations to maintain the confidentiality of certain
information.
CBCHS will ensure that policies, procedures and systems comply with the relevant legislation,
and where relevant, its contractual obligations, to ensure the privacy of client, employee,
volunteer and contractor records. These corporate governance mechanisms will be regularly
reviewed to ensure that CBCHS complies with its obligations.
Employees, volunteers and contractors are obligated to understand the CBCHS Privacy Policy
and to adhere to the procedures detailed in this document.
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Community Visitors
Scheme
Additional Information
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What is the Community Visitors Scheme (CVS)
CVS is a national program funded by the Australian Government. The program provides
companionship for socially or isolated people (the recipient) living in government funded
Aged Care Facilities or living in their own home and receiving a Home Care Package.
CBCHS is one of many community organisations funded to deliver this service. We
commenced our CVS in 1992, when the scheme was first trialled and we are proud that the
CVS is part of our wide range of services.
Our CVS works with over 40 Aged Care Homes in the cities of Bayside and Kingston; covering
suburbs from Brighton through to Bonbeach, East Bentleigh, Carrum and Moorabbin. We also
provide home visits to people living at home who receive a Home Care Package or are on a
waiting list for one.

Purpose of the CVS
The CVS aims to improve the quality of life of people living in aged care facilities or living in
their own home (receiving a Home Care Package) who are lonely and/or socially isolated.
The health of an isolated person deteriorates more quickly than the health of those who have
regular social contact with others.
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The benefits to the recipient include:





Increased self-esteem or feeling of well being
Reduced feeling of loneliness and isolation
Reduced feeling of depression and anxiety
Increased sense of connection to the community

Your role as a Community Visitor
Community Visitors play a very important role. Our Community Visitors are volunteers who
have a commitment to developing and sustaining a friendship with a person over an extended
period of time.
Community Visitors may also be referred to as CVS Volunteers.
The role of the Community Visitor is to demonstrate a genuine empathy and understanding
of older people.
You will receive a Volunteer Role Statement and training prior to your commencement in the
role. This Volunteer Role Statement outlines important information about your role including
your place of voluntary work, the objectives of your voluntary work and your key tasks and
responsibilities. Please take some time to familiarise yourself with your Volunteer Role
Statement.

In the Community Visitors Scheme, the person you visit is known as the
Recipient. That means they receive visits from you.

As a Community Visitor…
We ask that you please support us by complying with the following:









Visit your recipient at least once a fortnight and spend quality time with them
Complete a monthly visit report. This is very important as your reports are a
condition of our funding and are a great way to keep us posted. We enjoy hearing
about your visits!
Wear your CVS name badge when you are visiting.
Follow specific rules if taking your recipient on an outing. For example, if you want to
take your recipient out in your car. There are a number of specific procedures which
have to be undertaken prior to any vehicle outing taking place. Please discuss this
with the Volunteer Coordinator prior to any outing.
Do not take other visitors with you, including children or pets without seeking
permission from the Recipient / Aged Care Facility and the Volunteer Coordinator.
Sign in and out at the Aged Care Facility when you arrive and leave.
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Who will I be visiting
People who need a Community Visitor are referred to our program by staff at the Aged Care
Facility in which they live or by the Home Care Package provider if they live at home. These
staff can ascertain if a person is socially isolated and would benefit from a Community
Visitor.
A number of reasons give rise to isolation and may include any or all the following:


A lack of regular and reasonably frequent contact with friends or relatives from
outside;
 A lack of one-to-one friendships;
 An indigenous, culturally or linguistically diverse background that results in isolation
from culture and heritage;
 Frailty or impairment that prevents involvement or participation in social or leisure
activities.

As a Community Visitor, you must not provide nursing or personal care or
advocacy to the recipient. If visiting in an Aged Care Facility, you must not run
a recreation activity on behalf of the facility, nor complete an application form
or police check at the facility.
You are a CBCHS volunteer being placed as a visitor in the Aged Care Facility or
in the home of the recipient.
If you have any concerns related to the welfare of the recipient, please raise
these directly with the Volunteer Coordinator NOT the Aged Care Facility.
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Volunteering Procedures
Volunteering Procedures ensure CBCHS are providing a volunteer program which meets the
expectations and needs of volunteers and which offers you support and training in your
Volunteer role.

Community Visitors Scheme (CVS) Outings Procedure
There are instances where a CVS visit may involve an outing away from the Aged Care Facility
or the Recipients home. Outings may include going for a walk, or taking a trip in the car or on
public transport.
All outings require pre approval and should be discussed with the Volunteer Coordinator.
Approval of outings may be dependent on a range of factors including but not limited:







The health and fitness of the volunteer and recipient
The date of outing and expected time of departure and return
If any meals or activities may be missed (aged care setting)
If medication is required during the time of the outing
Any issues that may arise during the outing
Prior advice or recommendations from the agencies who has referred the recipient to
CVS.

CBCHS CVS has a number of policies and procedures related to outings between a Community
Visitor and recipient.
These include:




CVS Volunteer Mobile Telephone Procedure – 6.02.C
CVS Volunteer Use of Private Vehicle Procedure – 6.02.A
CVS Volunteer Use of Private Vehicle Form & Declaration

Community Visitors (CVS) use of Private Motor Vehicle Procedure
This policy outlines the legislation and responsibilities associated with the use of motor
vehicles to transport a recipient of the CVS.
Before taking a recipient out in a private motor vehicle, all volunteers must undertake a 1:1
driver assessment by CBCHS’ nominated driving assessment external provider. CBCHS
covers the cost of the driver assessment.
Volunteers must have a zero (0) blood alcohol concentration when using their vehicle for
volunteering purposes. Where medication may affect driving abilities, volunteers must notify
the CVS Volunteer Coordinator and seek advice.
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Volunteers must have a mobile phone with an active service at all times when using their
vehicle for volunteering purposes. This is in the event of emergencies.
Volunteers must also ensure that:







Their vehicle is in a roadworthy condition and that it is properly maintained;
The vehicle is clean and tidy when transporting a resident;
Their vehicle is registered at all times;
They have notified their insurer that they use the vehicle for volunteer purposes;
The vehicle is covered by comprehensive motor vehicle insurance at all times;
They have a current full Drivers Licence.

INCIDENTS AND ACCIDENTS

In the event of an accident, stop the vehicle immediately and render assistance (even if noone is injured).
Provide details to driver(s) involved in the accident, any person injured, owner of damaged
property, and any police officer present.
Details to collect include:








Name, residential address and contact details.
Driver(s) licence details.
Name and address of organisation or company.
Motor vehicle(s) registration number.
Year, make, model and colour of vehicle(s).
Insurance Company of the other person involved in the accident.
Make a note of date, time and location of incident.

In the absence of the owner of damaged property or vehicle, and if the damage is more than
minor, you are required to report the damage to the nearest police station.
If there is no personal injury or property damage, there is no requirement to report the
accident to the police.
Immediately following this, volunteers must report the incident/accident to the CVS
Volunteer Coordinator. The CVS Volunteer Coordinator must complete a Victorian Health
Incident Management System (VHIMS) report.
Where there is a physical injury, telephone 000 (Ambulance).
Following this, telephone the CVS Volunteer Coordinator and the Residential Aged Care
facility immediately.
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Volunteer Mobile Phone Procedure
This procedure exists to ensure the safety and wellbeing of both the volunteer and recipient
when away from their normal place of residence. The volunteer must have a mobile phone
with an active service; this is for emergency purposes. The active mobile phone service must
be confirmed by the Volunteer Coordinator before the outing.
The Volunteer must add the following contacts to their mobile phone before the first outing:



Aged Care Facility and the Lifestyle Coordinator (where recipient is a resident in an
Aged Care Facility)
CBCHS Volunteer Coordinator number (0419 147 590).

If a volunteer does not possess a mobile phone, then they must not take the resident out of
the facility/home.

Community Visitor Scheme (CVS) Home Visiting Safety Procedure
Prior to a Community Visitor being matched with a resident in their home, a home risk
assessment will be carried out by the Home Care Package provider and/or the Volunteer
Coordinator.
The Volunteer Coordinator will attend
the first visit with the Community Visitor.
On subsequent visits, if the Community
Visitor does not feel safe, they should
not enter the premises or leave
immediately if they are already inside.
If the door is answered by an unfamiliar
person check that the recipient is
present and expecting your visit before
entering.
In the recipient’s home, choose a safe place to sit. Be aware of access and egress of the
premises and ensure exits are not locked.
Only undertake activities agreed to and refer any requests for other tasks to the Volunteer
Coordinator.
It is not the role of a Community Visitor to undertake any personal care or cleaning tasks.
Your role is for social engagement only.
Immediately report any unsafe conditions that you become aware to the Volunteer
Coordinator.
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Grief and loss
Given the nature of the program it is possible that your recipient may become seriously ill
and/or pass away. Depending on the length and depth of your relationship you may
experience a range of feelings including sadness and grief, shock and disbelief. Or you may
have none of these feelings.
Grief is experienced differently by everyone but it is important to have a good support system
in place, such as family and friends. The Volunteer Coordinator is always available to chat to
you about any feelings you may be having. They will also be happy to accompany you to the
funeral, if their timetable permits, and if that is something you would like to do.
As a CBCHS volunteer you also have access to the Employee Assistance Program (EAP) which
provides confidential counselling. Please see the Appendix for more information related to
the EAP or speak to your Volunteer Coordinator about accessing this service.

Boundaries
In keeping with the philosophy of the CVS program, we hope that you develop a close
friendship with your recipient. However, it is important to be aware of your own personal
boundaries. This is a social program with the aim of developing friendship and community
engagement for the recipient.
You are there as a friend only, you are not there to undertake any personal care duties, house
cleaning, shopping, advocate for the recipient, displace family/staff, or get involved in their
financial affairs. If such request are made by your recipient or if you feel that the recipient is
becoming dependant on you, demanding, or if you feel you are becoming over-involved in
the recipient’s life, please speak with the Volunteer Coordinator.
Any relationship can take a while to develop and it is quite normal for the visits to be a little
stilted at first. If, however, you feel uncomfortable, find the visits difficult or challenging, or
are not happy with the match, please contact your Volunteer Coordinator to discuss your
concerns.
Exchanging of phone numbers
For CVS volunteers visiting a recipient in an aged care facility, your phone number, with your
consent, will be given to the aged care facility so that you can be contacted if the recipient is
unwell, is in hospital or passes away.
If you visit in a recipient’s home, your phone number will not be given to the recipient. If you
consent your phone number will be given to the Home Care Package provider so that they
can contact you should they become aware that the recipient is away, unwell, is in hospital
or passes away.
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If you do not want your phone number passed on to the aged care facility or Home Care
Package provider people let your Volunteer Coordinator know.
To ensure that your personal boundaries and privacy are maintained, please do not give the
recipient your personal details, such as your phone number, email address or residential
address. The recipient (or aged care facility) has the contact details of the Volunteer
Coordinator should they need to pass a message to you.
Personal care and assistance at home
Please do not provide personal care, nursing care or manual handing even if you have the
skills or training. Such activities are outside the boundaries of your role as a CVS volunteer
and refraining from these tasks ensures the health and safety of recipients and volunteers is
protected.
It is also important not to provide domestic assistance or home maintenance for recipients to
ensure that the recipient does not become dependent on you for these tasks. If your recipient
requires support with home maintenance, please pass this onto your Volunteer Coordinator.
Taking the participant shopping or to appointments
Taking the recipient shopping or to appointments is also outside the scope of your role as a
CVS volunteer.
Aged Care Facility or Home Care Package providers provide these services to recipients. If a
recipient expresses a need for any of the above assistance, please contact your Volunteer
Coordinator. They can speak with the aged care facility or Home Care Package provider and
request additional assistance for the recipient, if appropriate.
As outlined in the Insurance section of this handbook to ensure you are covered by CBCHS
insurance you need to act within the boundaries of your volunteer role at all times.
Recipient’s privacy
The recipient may speak to you about their family or personal matters. It is important to
respect the privacy of the recipient and not to discuss personal information that they may
have discussed with your during the course of your visit. However, if the recipient tells you
something that alarms you or that you feel could impact their health and safety, please
discuss this with your Volunteer Coordinator.
Gifts
Giving and receiving gifts may be appropriate in certain circumstances. Gifts should be small,
token gifts such as flowers or chocolates. Large, expensive gifts may make the recipient feel
upset or anxious that they cannot reciprocate, or it may upset the family.
The most important gift you can give your recipient is your time.
We ask that you do not accept gifts of value from your recipient. Recipients with cognitive
impairment may not be in the best position to judge the appropriateness of the gift. If you
have been offered a gift of value, please discuss with your Volunteer Coordinator.
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Ideas for visiting
In this section we provide you with useful information and suggested topics for conversation
to help support an enjoyable and rewarding experience for you both you and your recipient.
There are many ways to communicate and even silence, or just holding a hand can make a
tremendous difference to a person’s day. Try some of the following ideas and be guided by
your recipient’s cognitive and physical abilities. Remember, it takes so little to give so much.
The following information together with your sensitivity and gentle prompting will enable you
to find out which topic your recipient enjoys most.
Conversation Starters










What’s new at home; new people, pictures, furniture, plants in the garden
Events and holidays including special events at the Aged Care Home
New buildings, shops, roads.
Houses for sale in the area (bring local newspaper).
Local festivals, concerts, plays and movies.
If from another suburb or country town, try to get the local paper.
TV programs, new and old shows. Get your recipient to describe them to you and to
tell you about them.
Famous people, gossip, e.g., Royal family; Prime Minister; new Government.
New products on the market, e.g. mobile phones, internet and email.

Reminiscence





For an older person, reminiscing can be very therapeutic and is generally very much
enjoyed.
People with dementia can really benefit from reminiscing because it utilizes long
term memory rather than short term memory. Questions need to be simple and easy
to understand and you have to allow more time for the response. If at all possible,
find quiet and comfortable surroundings.
Reminiscence can be wholly verbal but it is sometimes easier for the resident to have
a visual trigger. You could suggest to your recipient that his/her reminiscences could
be transcribed in a This Is Your Life type book. This could be done on a regular basis
and the resident should have whole ownership of everything in the transcript.

General Topics of Discussion
Family Life-Your Childhood




What -does the first house you remember look like? Describe the street you lived in.
Describe your family, parents and siblings, as you saw them.
What are some of your favourite memories of your childhood?
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What were your favourite foods?
Tell me about the pets you had.
What sort of chores were you expected to do?
What does your family name mean?
Did you have a favourite toy or play special games?

School Days






Which school did you go to and what were your teachers like?
What was discipline like at school and what subjects did you enjoy most?
Did you sing or play any musical instruments?
How did you get to school and did you play any pranks?
Did you have many friends?

Adolescence




What were your favourite pastimes as a teenager?
Was there a special person or group who influenced your life?
What was an important change which happened to you as a teenager?

Adulthood






What music did you enjoy, popular radio programs, soap operas, etc.?
Which movie and screen stars did you like - silent and talking?
Did you like your first job?
What first attracted you to the person you married? What kind of things did you and
your spouse do together? Tell me about your children.
Did you have family picnics and outings?

Style Changes


Men’s and Women’s outer wear and headwear including hairstyles.

Transportation


Horse and cart / horseback, first cars, bus, tram rides / train experiences

Historical Events


The Depression, shortage of food and money. World War 1/World War 2.

Headlines and News Events of the Past


National interest and local interest –

1923: Police strike, 1930: Pharlap won the Melbourne Cup, 1930: Dame Nellie Melba died,
1936: Edward VIII abdicated, 1948: The first Holden produced, 1956: Television in Australia.
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Prime Ministers and their Programs


Chifley and Menzies.

Immigration


Identification with homeland, language problems. Expectations in a new land,
interaction with others.

Celebrations


Religious, Cultural and Birthdays

An Important tip regarding discussions
Validation







Validation is a therapy that is used for communicating with residents who are
diagnosed as having Alzheimer’s disease and related dementias.
These residents are often struggling to resolve unfinished business and may display
physical and behavioural traits not known to you.
Validation is based on the notion that there is a reason behind all behaviour.
All you have to do is to be:
o Non-judgemental and show them respect and be an empathic listener.
o Accept their view of reality and you will soon notice that their anxiety is
reduced.
You will restore your recipient’s dignity, and the trust between you will grow.

Activities






Visitors are generally welcomed and encouraged to join in with the resident in the
vast number of activities offered by an Aged Care Facility. Often an activity
performed gives the resident some sense of purpose and enjoyment in their day.
Your recipient will enjoy showing you what he/she can achieve and will feel very
special to have you there.
Liaise with your CVS Volunteer Coordinator or staff at the Aged Care Facility about
the interests / abilities of your recipient and ask your recipient if he/she would like to
be involved in a particular activity. Before you commence, choose a comfortable
area, be calm, supportive and well prepared with creativity in mind. Recognise limits
to avoid frustration.
The following are just a few ideas and we are sure you know of many more. Please
share them with us.

Discussion Resources


Photo albums, Travel brochures, Magazines and newspapers, Theatre Programs and
short stories.
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Sensory Interaction








Hand and shoulder massage, manicure and nail polish.
Music, especially popular songs from their era.
Craft Suggestions
Hang a calendar (mark special events, your next visit, day, date, weather).
Floral arranging with dry or freshly cut flowers or gardening in pots.
Creative writing cards (cardboard, magazine pictures or stickers).
Painting, printing, and folk art. Make bread dough shapes and bake at home.

Game Ideas


Simple jigsaws, Cross word puzzles, Noughts and Crosses, Cards, Chess, Dominoes,
Scrabble and Snakes and Ladders.

General Topics


Politics, Footy tipping, Stamps and Sport.

Listening
You are listening to me when:












You come quietly into my private world and let me be.
You really try to understand me even when I am not making sense.
You grasp my point even when it is against your sincere convictions.
You realise that the hour I took from you has left
you a bit tired and drained.
You allow me the dignity to make my own
decisions even though you think they might be
wrong.
You do not take my problem from me, allow me
to deal with it in my own way.
You hold back from the desire to give me a word of good advice.
You do not offer me religious solace when you sense I am not ready for it.
You give me enough room to discover for myself what is really going on.
You accept my gift of gratitude by telling me how it makes you feel being helpful.
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Community Visitors Emergency Procedure
In case of emergency while visiting or on an outing with your recipient please follow these
basic principles:
Step 1: Remove yourself from danger, assist others if it is safe to do so
Step 2: Call 000 and follow instructions
Step 3: Notify the Aged Care Facility immediately (where appropriate)
Step 4: Inform the CBCHS Volunteer Coordinator, as soon as practical.

Appendix
Please find copies of the following documents included for your reference.






Code of Conduct
CBCHS Volunteer Agreement
Employee Assistance Program (EAP) brochure
CVS Volunteer Agreement
CVS Volunteer Role Statement
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Foreword
Our actions, no matter what our roles are, will shape the way we and CBCHS are
perceived. At CBCHS we share five values which best describe how we aspire to
conduct ourselves and our services. Therefore, I welcome the introduction and
continuing use of a Code of Conduct. This Code supports and brings to life the
CBCHS Values. Our Values and Code of Conduct guide our thinking and actions,
and provide a clear set of expectations of behaviour and conduct for all CBCHS
employees, volunteers and contractors.
As CBCHS continues to adapt and evolve to meet new and ever-changing
demands and challenges, it is important that we retain the key values which have
enabled us to be a successful community health service that is responsive,
accountable, compassionate and professional.
I ask that all employees, volunteers and contractors familiarise themselves with
the Code of Conduct and seek clarification and guidance if needed.

Deb Stuart
CEO
Central Bayside Community Health Services
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GENERAL INFORMATION
What is the Code of Conduct?
This Code of Conduct outlines the standard of behaviour expected of all
CBCHS employees, contractors and volunteers. It also describes CBCHS
Values and how to demonstrate them. The behaviours prescribed in
the Code of Conduct are essential in our relationships with clients, the
community, government and other employees. The behaviours are crucial
in assisting CBCHS to maintain public trust and confidence in the integrity
and professionalism of the services we provide.
Who is bound by the Code of Conduct?
Employees, contractors and volunteers are required to comply with
this Code of Conduct and all relevant CBCHS policies and procedures.
For volunteers and contractors this requirement applies to work that is
directly related to the services provided by CBCHS and where access to, or
use of, CBCHS resources is provided.
Relationship to other CBCHS policies and legislative requirements
The Code of Conduct does not replace state or federal legislation. It works
in partnership with CBCHS policies and procedures. The Code of Conduct
should also be read in conjunction with any other relevant professional /
occupational Code of Conduct.
Compliance with the Code of Conduct
The Code of Conduct cannot address every situation. CBCHS relies on
good judgement and values to uphold the spirit and intent of the Code of
Conduct. If you are ever unsure about what to do in a particular situation,
discuss the issue with your line manager or CBCHS contact.
Managers have an additional responsibility to understand the Code of
Conduct and policies so that guidance to employees, volunteers and
contractors can be provided.
Speak up if you encounter what you believe to be a potential violation of
law, legislation, the Code of Conduct or CBCHS policy. Speaking up is not
only the right thing to do, it ensures that we live the Values and fulfil our
mission. All violations of the Code of Conduct, CBCHS policies, contractual
obligations or laws will be taken seriously, and may result in discipline,
up to and including termination of employment and possible legal action,
including referral to law enforcement.
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CBCHS Values

Respect for each individual, families and the diverse cultures
within our communities.
Collaboration with each other and with members of the
community and colleagues from other organisations. We
recognise that together we can achieve better outcomes.
Transparency in how we operate, particularly in how we make
decisions and communicate.
Empowerment as a cornerstone of how we work; we
acknowledge the potential of each person and promote client
participation and contribution.
Quality in all aspects of our work. Our practice is evidence based
and we continually strive to achieve excellence in all of our
programs and services.
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Demonstrating Respect

Fairness, Equity and Diversity
Be respectful, fair, objective, sensitive
and courteous when dealing with clients,
community members, volunteers and other employees
This is demonstrated by our commitment to:
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•

Decisions based on equity and merit.

•

Human Rights and applying these to our work.

•

An environment free from bullying and harassment.

•

The safe use of social media (organisational and private).

•

A safe, encouraging and supportive work environment that
recognises and values diversity in the customs, beliefs and
sexual orientation of all individuals.

•

The setting of realistic goals, timelines and workloads and the
provision of adequate resources, support and information.

•

The ability to provide constructive feedback to managers and
colleagues regarding any concerns.

•

The use of life balance and wellbeing initiatives with the
understanding that there is a win-win outcome for CBCHS and
employees.

•

Resolving grievances with colleagues in a professional
manner, utilising the CBCHS Grievance Policy.

Demonstrating Collaboration

Team Work
Work together in a manner that promotes
supportive, safe and productive working
relationships and a collaborative team work approach.
This is achieved by:
•

Respecting and seeking the professional opinions of
colleagues in their area of competence and acknowledging
their contribution.

•

Sharing information to support service outcomes.

•

Being reliable and punctual and avoiding unnecessary
absences.

•

Conducting personal affairs so as not to affect employment
responsibilities.

•

Observing relevant OHS requirements and report/eliminate
any situation that may be a health or safety hazard or pose a
potential risk to clients, employees, volunteers or community
members.

•

Maintaining work areas and equipment so that they are safe,
hygienic and meet infection control guidelines.

•

Ensuring work is performed safely and without risk, and that
any relevant procedures are followed.

•

Not working under the influence of alcohol or drugs or being
in possession of the same.

•

Utilising employee assistance counselling, when required.

7

Demonstrating Transparency

Trust
Performance and trust is enhanced when there
is transparency in how we operate, particularly
in how we make decisions and communicate.
This is displayed by:
•
•
•
•
•
•

Declaring and avoiding conflicts of interest (e.g. ethical, legal, or
financial).
Notifying CBCHS of any other employment or private practice
work.
Not accepting gifts and favours outside CBCHS policy guidelines.
Immediately informing CBCHS if charged with a criminal offence
that impacts employment.
Immediately informing CBCHS if their driver licence has been
suspended or cancelled.
Immediately informing CBCHS if professional registration has
been revoked or had conditions applied to the scope of practice.

Integrity
CBCHS expects all individuals to act honestly and with integrity.
Employees, volunteers and contractors will:
•
•
•
•
•
•
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Report improper and unethical conduct.
Comply with legislation and contract obligations.
Ensure financial probity and accountability with all financial
matters, including the handling of monies.
Ensure accurate and truthful timekeeping and expense
transactions.
Manage the use of CBCHS resources, including cars, IT and
telecommunications equipment appropriately and reasonably.
Follow copyright and intellectual property protection laws.

Demonstrating Empowerment

Clients
CBCHS acknowledges the potential of each
person and aims to empower clients.
This is achieved by:
•

Providing professional, reliable and high quality services.

•

Treating all people fairly, with courtesy and with sensitivity.

•

Acting in the best interests of a client’s health and wellbeing
by adopting a best practice or evidence based approach.

•

Ensuring that when client goals are not being achieved we
actively listen and work collaboratively to seek a solution.

Colleagues
CBCHS encourages individuals to work cooperatively in teams
to promote the ability for everyone to reach their potential and
harness their strengths.
This is achieved by:
•

Responding to issues consistently, fairly and in a timely
manner.

•

Being familiar and compliant with CBCHS policies and
procedures.

•

Actively participating in learning and development
opportunities.

•

Actively and respectfully participating in all meetings,
including team and one-on-one meetings.
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Demonstrating Quality
Services
CBCHS provides high quality services to the
community in an equitable, prompt and
professional manner.

We commit to:
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•

Achieving quality accreditation standards and seeking to
continuously improve performance.

•

High standards of work performance with feedback for this
via genuine participation in performance discussions.

•

Prompt and thorough consideration and appropriate
response to complaints or feedback, in accordance
with the CBCHS policies, procedures or via the relevant
Commissioner.

•

Compliance with the privacy legislation, as every individual
has the right to have their information treated in a private
and confidential manner.

•

Ensuring mandatory reporting occurs in accordance with
legislative requirements.

•

Maintaining professional dress standards and ensuring
clothing and footwear are safe, hygienic and appropriate to
the role.

Helpful Hints
When faced with a potential ethical issue, it may help to ask:
•
•
•
•
•
•

Could this harm my reputation or that of CBCHS?
Am I certain my actions are legal?
Am I being fair, reasonable and honest?
How will my actions appear with the benefit of hindsight?
How will the situation be described in a newspaper headline?
What would I counsel a colleague to do?

Additional Information
There are various sources of additional information that can be
considered including:
•

Your Line Manager - A contact for workplace issues;

•

Human Resources - Your contact for employment concerns, policy
guidance and interpretation;

•

OHS representative - Your contact for unsafe conditions and
workplace hazards;

•

Employee Assistance Program - Your external contact for help
with professional and personal issues;

•

CBCHS Intranet - For all CBCHS policies and procedures.
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CBCHS Volunteer Agreement Form

This document is not intended to be a legally binding contract between us and it may be
cancelled at any time by either us or you.
1. You are a volunteer
The position you have applied for at Central Bayside Community Health Services is a volunteer
position. This means that, if you accept the role, you perform all duties on a voluntary basis and
you will not receive remuneration or payment for your work, other than reasonable
reimbursement of expenses.
Neither Central Bayside Community Health Services nor yourself as the volunteer intend any
employment or contractual relationship to be created (i.e. you are not an employee, independent
contractor or consultant at Central Bayside Community Health Services. If this changes at any
time, and there is a possibility that you might undertake paid work for the organisation or be
involved in vocational training, we will discuss this and document the arrangement in a formal
employment contract, contract for services or other arrangement.
2. What you can expect when volunteering at Central Bayside Community Health Services
Central Bayside Community Health Services values its volunteers and we will endeavour to
provide you with:


a written Volunteer Role Statement so you understand your role and the tasks you are
authorised to perform



induction, orientation and any training necessary for the volunteer role



a safe environment in which to perform your role



respect for your privacy, including keeping your private information confidential



a supervisor, so that you have the opportunity to ask questions and get feedback



reimbursement for approved expenses so you are not out-of-pocket as a result of
volunteering for us



insurance to cover you for the volunteer duties you are authorised to perform
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CBCHS Volunteer Agreement Form

3. What Central Bayside Community Health Services asks of its volunteers?
We ask that you to:


support Central Bayside Community Health Services core values as outlined in the Code of
Conduct



participate in all relevant induction and training programs



only undertake duties you are authorised to perform and always operate under the
direction and supervision of nominated staff and obey reasonable directions and
instructions



understand and comply with Central Bayside Community Health Services’ policies and
procedures including (equal opportunity, health and safety, privacy and confidentiality
policies)



notify your supervisor or another member of staff of any health and safety issues or
potentially hazardous situations that may pose a risk to you or others and report any
accidents or incidents relating to staff, volunteers, or the workplace



behave appropriately and courteously to all staff, clients and the public in the course of your
role



use any property or equipment given to you in your role safely and only for purpose of the
role and return it to the organisation when you finish your volunteer role



let us know if you wish to change the nature of your contribution (e.g. hours, role) to Central
Bayside Community Health Services at any time



comply with the law at all times, and



be open and honest in your dealings with us and let us know if we can improve our
volunteer program and the support that you receive.
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CBCHS Volunteer Agreement Form

4. Role Statement and details
It is important that you only perform the tasks in your Role Statement and that you follow the
instructions of your supervisor.
In Victoria there are laws that protect volunteers in community organisations from civil liability
(i.e. legal action like a negligence claim) in specific circumstances. However, one of the key factors
in ensuring you are protected is that you are performing voluntary community work that is
directed or supervised by an incorporated community organisation. It is therefore important that
you only perform the tasks in the Role Statement and as instructed by the organisation. To be
covered by these laws it is also important that you are not affected by drugs or alcohol when you
are volunteering.
Please ensure that you review, understand and sign a Role Statement before commencement of
your role.
5. Information required before you commence in the volunteer role
Before commencement in your volunteer role the following items are required: interview
attendance, completion of required paperwork including application form, privacy and
confidentiality agreement, completion of background checks including but not limited to
reference checks, police checks, licence checks, statutory declaration (CVS program) Disability
Workers Exclusion Scheme check (ACO program) & completion of training and orientation.
The Volunteer Handbook contains useful information about volunteering at CBCHS. It provides
an overview of the key organisational policies relevant to you as a volunteer. You should read and
understand these policies before commencement in your role and where necessary seek
clarification from your Supervisor or the Volunteer Office should you have any questions or
concerns.
Please sign to acknowledge that you have read this Volunteer Agreement, that you agree to
participate as per the agreement and that you have had an opportunity to ask questions.

Volunteer full name___________________________
Volunteer signature_____________________________
Date_____________________________
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What happens in counselling?
Our professional counsellor will work with you to assist
in managing or resolving any concerns that negatively
impact your life. EAP counselling is designed to be
short term, solution focussed counselling. If you require
further and/or specialised support, referral to other
services will be provided. The aim is to discuss your
concerns and work out some strategies or options to
improve your coping skills.

Getting the help you
need is simple
If you are needing guidance, give AccessEAP a
call to find out how we can help. We’re available
by telephone 24/7 to provide immediate help
for urgent matters.

CALL US
In Australia call

1800 81 87 28 or (02) 8247 9191
In all other countries, please refer to the ‘contact us’
page on our website.

For more information
w accesseap.com.au
e info@accesseap.com.au
To access the password protected Client Area of our website for
the first time, register yourself with your company email address.

EMPLOYEE

ASSISTANCE
PROGRAM

WHEN TO

CONTACT US
Many life challenges and changes are best resolved
with assistance from an experienced counsellor.
You may want to consider seeing an AccessEAP
counsellor for the following:

YOUR WELLBEING

STARTS HERE

Your Employee Assistance Program
(EAP) is a voluntary, confidential and
complimentary counselling service.
It is a short-term, solution focused
approach to help you enhance your
overall wellbeing.
EAP can assist when personal, family or work related
concerns are impacting on your health or quality of
life and also when you need guidance on professional
or personal goals or effective communication skills.
Through professional and experienced counselling
sessions, you can achieve your full potential.
This service is completely confidential. Your employer
or colleagues will never be informed that you have
contacted us; your privacy is guaranteed.
EAP appointments can be made by simply telephoning
AccessEAP. Our Client Services Team can arrange
face-to-face counselling at a time and location that’s
convenient to you. Counselling services are also
available via telephone and online.
All our counsellors are independent of your organisation
and focused on supporting you to address any issues
impacting your wellbeing.

PROFESSIONAL CHALLENGES
• Needing support to help achieve your goals
• Missing deadlines
• Involved in conflicts frequently
• Needing new strategies on professional
or personal goals

PERSONAL CHALLENGES
• Distracted by issues at work or at home
• Not feeling your usual self
• Feeling overwhelmed

Some reasons people
contact AccessEAP are;
• Improving relationships/communication
with others
• Facing crisis and trauma
• Grief and loss support
• Strategies for handling conflict with colleagues
or managers
• Facing alcohol, drug or gambling addictions
• Handling anxiety and stress effectively
• Feeling depressed or down
• Improving work performance
• Assistance with financial and legal distress

CVS Volunteer Agreement

This document is not intended to be a legally binding contract between us and it may be
cancelled at any time by either us or you.
1. You are a volunteer
The position you have applied for at Central Bayside Community Health Services is a volunteer
position. This means that, if you accept the role, you perform all duties on a voluntary basis and
you will not receive remuneration or payment for your work, other than reasonable
reimbursement of expenses.
Neither Central Bayside Community Health Services nor yourself as the volunteer intend any
employment or contractual relationship to be created (i.e. you are not an employee, independent
contractor or consultant at Central Bayside Community Health Services). If this changes at any
time, and there is a possibility that you might undertake paid work for the organisation or be
involved in vocational training, we will discuss this and document the arrangement in a formal
employment contract, contract for services or other arrangement.
2. What you can expect when volunteering at Central Bayside Community Health Services
Central Bayside Community Health Services values its volunteers and we will endeavour to
provide you with:


a written Role Statement so you understand your role and the tasks you are authorised to
perform



induction, orientation and any training necessary for the volunteer role



a safe environment in which to perform your role



respect for your privacy, including keeping your private information confidential



a supervisor, so that you have the opportunity to ask questions and get feedback



reimbursement for your approved expenses so you are not out-of-pocket as a result of
volunteering for us



insurance to cover you for the volunteer duties you are authorised to perform.
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CVS Volunteer Agreement

3. What Central Bayside Community Health Services expects of its volunteers
In undertaking to be a CVS volunteer, I,……………………………………….. hereby agree to:
1. Visiting a designated recipient on a regular basis (at least once a fortnight) for the
purposes of friendship and companionship;
2. Providing a written record of the dates of visits to the CVS Coordinator on a monthly
basis;
3. Respecting the rights of the recipient, including their confidentiality and privacy, even
after I have ceased as a volunteer of the CVS;
4. Exercising a duty of care at all times, by exercising reasonable caution in any activities
undertaken with the recipient;
5. Informing the CVS Coordinator if:
a. an accident or incident occurs while I am visiting;
b. the recipient doesn’t answer the door at the arranged visit time;
c. I am experiencing any difficulties with the visiting arrangements;
d. I intend to cease visiting on a temporary or permanent basis;
e. I wish to stop visiting a particular recipient;
f. I acquire a criminal conviction of any type.
I understand that as a Volunteer, I may not:
1. Monitor standards at the residential aged care facility or advocate on behalf of the
recipient;
2. Be involved in investigating or following up of complaints;
3. Provide domestic assistance or undertake home maintenance activities;
4. Displace relationships between the recipient and their family, staff or other relationships;
5. Have access to the recipient’s care or personal records or become involved in the
financial affairs of the recipient;
6. Provide nursing or personal care to the recipient;
7. Interfere with or have any involvement in the day-to-day running of the residential aged
care facility;
8. Monitor standards of care provided by other service providers in the home or have any
involvement with other service providers;
9. Replace nursing, activities or therapy staff in the residential aged care facility;
10. Visit other recipients without the approval of the CVS Coordinator;
11. Visit if I am unwell.
2

CVS Volunteer Agreement

4. Role Statement and details
It is important that you only perform the tasks in your Role Statement and that you follow the
instructions of the Volunteer Coordinator.
In Victoria there are laws that protect volunteers in community organisations from civil liability
(i.e. legal action like a negligence claim) in specific circumstances. However, one of the key factors
in ensuring you are protected is that you are performing voluntary community work that is
directed or supervised by an incorporated community organisation. It is therefore important that
you only perform the tasks in the Role Statement and as instructed by the organisation. To be
covered by these laws it is also important that you are not affected by drugs or alcohol when you
are volunteering.
Please ensure that you review, understand and sign a Role Statement before commencement of
your role.
5. Information required before you commence in the volunteer role
Before commencement in your volunteer role the following items are required: interview
attendance, completion of required paperwork including application form, privacy and
confidentiality agreement, completion of background checks including but not limited to
reference checks, police checks, licence checks, statutory declaration (CVS program) &
completion of training and orientation.
The CVS Volunteer Handbook contains useful information about the CVS program and
volunteering at CBCHS. It provides an overview of the key organisational policies relevant to you
as a volunteer. You should read and understand these policies before commencement in your
role and where necessary seek clarification from the Volunteer Office if you have any questions
or concerns.
Please sign to acknowledge that you have read this Volunteer Agreement, that you agree to
participate as per the agreement and that you have had an opportunity to ask questions.

Volunteer full name___________________________
Volunteer signature_____________________________
Date_____________________________
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Community Visitors Scheme
Volunteer Role Statement
Position Title

Community Visitor

Employment Status

Volunteer

Service Area

Aged and Disability Services

Team

Community Visitors Scheme (CVS)

Initial Location

335 Nepean Highway, Parkdale

Secondary Location

A designated Aged-Care Facility (ACF) or Private Home within the auspice
area of CBCHS CVS

Coordinator

CVS Co-ordinator

Line Manager:

Director – Aged & Disability Services

Date:

1. Purpose of Position
To provide a regular, one-to-one visit to a socially-isolated resident of an ACF or Private Home whose quality of life
would be improved by friendship and companionship.

2. Key Tasks











Visit a designated resident in a ACF/their home on a regular basis (at least once a fortnight).
Respect the rights of residents, including confidentiality, privacy and maintenance of dignity.
Exercise a duty of care at all times.
Provide a record of visits to the CVS Co-ordinator/Officer once a month.
Inform the Co-ordinator if experiencing any difficulties with visiting.
Notifiy the Coorinator/Officer of any accident or incident that occurs whilst visiting.
Notify the Coordinator/Officer if intending to cease involvement, either on a temporary or permanent basis.
Adhere to CBCHS policies and procedures.
Notify the ACF if unable to attend a visit as arranged.
Attending ongoing training provided by CBCHS on a regular basis.
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1.3 Position Statement continued

3. Skills Required (Selection criteria)










A commitment to building and sustaining a friendship with an older isolated person over an extended period
of time.
A demonstrated genuine empathy and understanding of older people.
Demonstrated reliability and flexibility.
Effective communication and listening skills.
Ability to work independently.
Preparedness to seek advice, as appropriate.
Respect for older people and the routines of the aged-care facility.
A willingness to become familiar with issues that may affect people in aged-care facilities, such as dementia,
hearing loss, reduced mobility.
Current Police Check (provided by CBCHS).

4. Authorisation

I, ………………………………………………………., certify that I have read, understood, and agreed to the contents within this
Position Statement.

Signed:____________________________ (Volunteer)

_______________ (Date)

Signed: ____________________________ (CVS Co-ordinator)

_______________ (Date)
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